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Survey Goals

Identify citizen attitudes and perceptions 
about City services and quality of life issues.

Target areas of focus needing improvement.

Monitor citizen satisfaction levels over time by 
making comparisons to the previous 2008 survey, 

where applicable.

Identify issues and services most and least 
important to El Paso citizens.



Methodology
• The 2011 survey is the fourth in a series of Citizen 

surveys carried out in 2004, 2006, and 2008.
• The 2011 survey was largely based on the 2008 survey.
• However several questions were added, while others 

were removed to reflect the current needs of the City.
• Questions were grouped into sections to correspond to six 

City initiatives and performance metrics:
City Initiative # of Questions

1. Community Development 6
2. Law Enforcement 3
3. Transportation 3
4. Economic Development 4
5. Fiscal Initiatives 4
6. Customer Service & Citizen Involvement 7



Methodology
• Telephone household survey of persons 18 years and 

older was conducted using random digit dialing in late 
April 2011 and early May 2011.

• Final sample size of 996 valid surveys.
• Margin of error +/- 3.1 percent

• Results statistically weighted by gender to offset any 
gender bias introduced by a larger sample of female 
respondents.
• City gender breakdown 18 years and older:

• 53.8 percent female and 46.2 percent male
• Before and after weighting results did not show any significant 

changes in the responses.



KEY SURVEY FINDINGS



Community Development
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Community Development
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How would you rate El Paso as a place to/for:

Poor Average Excellent



Community Development
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Climate Change

Improving Air Quality

Saving Energy on Transportation

Saving Energy in the Home

Recycling Opportunities

If you feel the environmental topic is important, how adequate is the 
information you are currently receiving about that topic?

Inadequate Neither Inadequate nor Adequate Adequate
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Create energy self-reliance

Improve the environment

Save costs for taxpayers

How important is the City’s involvement in environmental policies that:

Not Important Somewhat Important Very Important



Law Enforcement
Favor
49%

Oppose
30%

Not Sure
21%

Police
54%

Sheriff
20%

Not Sure
26%

Police
47%

Sheriff
30%

Not Sure
23%

Do you favor or oppose consolidation of the City’s 
Police and County Sheriff’s Departments?

Which of the two Departments do you believe 
provides a higher level of services?

Which Department should be in charge if 
consolidation were to occur?



Transportation

Yes
23%

No
77%

Do you use public 
transportation?

Other
34%

Personal 
Vehicle

66%

If not, why?

Other reasons for not using public 
transportation:

Limited service in my area

It is never on time or unreliable

It takes too long

14%

21%

28%

38%

Daily

Several times a week

Several times a month

Several times a year

If you do, 
how often?

0.3%

33%

51%

16%

Not Sure

Always

Sometimes

Never

If you do, do you 
use it to go 
Downtown?



Transportation

18%

44%

39%

14%

43%

44%

Establish El Paso as an 
international transportation hub

Reduce traffic congestion

Have a more comprehensive 
street & road maintenance program

Which transportation initiative do you believe is most important for the City 
over the next five years?

2011 2008

27%

24%

23%

22%

44%

48%

2008

2011

How do you feel about using bicycles as an alternate form of 
transportation?

Not Interested Somewhat Interested Very Interested



Economic Development
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56%

10%

14%

2008
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How would you rate El Paso as a place to work or do business?

Poor Good Excellent

13%

18%

32%

36%

49%

42%

2008

2011

How is El Paso doing as a place to work or do business?

Getting Worse Staying the Same Getting Better

42%

38%

33%

35%

12%

12%

2008

2011

How satisfied are you with El Paso’s current job market?

Not Satisfied Somewhat Satisfied Very Satisfied



Economic Development

84.9

91.9

92.0

89.8

94.0

94.6

0 10 20 30 40 50 60 70 80 90 100

Competitive 
Bidding

Contracting
Local Business

The Quality 
of Work

Satisfaction Score

Indicate the importance of each topic when the City government contracts 
with private companies. 

2011 2008



Fiscal Initiatives
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56%

56%

10%

14%
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How satisfied are you with the City’s use of your tax dollars?

Not Satisfied Somewhat Satisfied Very Satisfied

29%

30%

26%

8%

7%

10%

25%

50%

75%

100%

How much of your tax bill is allocated to the City of El Paso?

Yes
50%

No
37%

Not Sure
13%

Would you be willing to pay an additional $20 
annual vehicle registration fee if it was used 

exclusively for street repair?



Fiscal Initiatives

Yes
39%

No
61%

Would you support a moderate increase in property 
taxes to preserve existing services?

For those who SUPPORT an increase:

Highest Priority 
Services:

City Clean-Up Efforts & 
Recycling

Fire Prevention, 
Inspection & Education

Street Cleaning, Repair 
& Right-of-Way 
Maintenance

Lowest Priority 
Services:

Police Response to Non-
Emergencies

Animal Regulation & 
Enforcement

For those who DO NOT SUPPORT an 
increase:

Services most often 
selected NOT to be 

cut:

Street Cleaning, Repair 
& Right-of-Way 
Maintenance

City Clean-Up Efforts & 
Recycling

Fire Prevention, 
Inspection & Education

Services most often 
selected to be cut:

Police Response to Non-
Emergencies

Animal Regulation & 
Enforcement



Customer Service & Citizen Involvement
Greatest 

Improvements 
since 2008:

Sun Metro
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Streets

Parks & 
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Museums & 
Cultural Affairs
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Satisfaction Score

City services and departments with which citizens are 
MOST and LEAST satisfied:
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Customer Service & Citizen Involvement

81%

88%

19%

12%

2008

2011

No Yes

Have you had contact with an 
elected City official in the last year?

3%

21%

32%

44%

Writing

E-mail

Phone

In Person

If you have had contact, how was 
your contact most often made?

32%

27%

39%

40%

28%

33%

2008

2011

If you have had contact, how 
satisfied were you with the 

experience?

Not Satisfied Somewhat Satisfied Very Satisfied



Customer Service & Citizen Involvement

74%

83%

26%

17%

2008

2011

No Yes

Have you had contact with City 
Departments or personnel, excluding 

elected officials, in the last year?

59.7

57.5

68.5

65.2

70.0

67.7
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70.3

72.7

73.9
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Your overall experience

Resolving issues in a timely manner

Knowledgeable

Helpfulness

Respectful personal treatment

Satisfaction Score

If you have had contact, how would you rate your experience in each of the following 
customer service areas?

2011 2008



Customer Service & Citizen Involvement

38.4

50.4
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43.7
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Infrastructure Projects

Changes in Utility Rates

City Regulations & Ordinances

Sustainability Programs

City Sponsored Programs

Satisfaction Score

Rate your satisfaction with the City’s ability to communicate with its 
citizens for each of the following topics:

2011 2008



Customer Service & Citizen Involvement

63%

63%

37%

37%

2008

2011

Have you ever visited the City’s website?

No Yes

51%

46%

49%

54%

2008

2011

Does the City provide adequate opportunities to participate in local government?

No Yes

86%

87%

14%

13%

2008

2011

Are you currently involved in a neighborhood association?

No Yes



QUESTIONS?
Elizabeth Gibson David Schauer, Ph.D.
ekgibson@utep.edu dschauer@utep.edu
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